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BERGERON , Gestion Stratégique et opérationnelle des 

Ressources Humaines ; Editeur GAETEN MORIN , 1993 

, P 705-706 . 4 

 

The issue of the elderly is a global issue, and it is one 

of the multifaceted and multi-faceted humanitarian and social 

issues that have imposed themselves in our time as a pledge 

on all societies of different degrees of progress and progress. 

The state is not an isolated policy to ensure its continuity. It 

also requires maintaining an appropriate role for the elderly 

in the life of society to enable this group to feel their 

existence and belonging according to their capabilities and 
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capabilities in addition to the need to confront the issues of 

the elderly not as a kind of benevolence and benevolence, but 

as an obligation on society with all its classes and institutions 

From this standpoint, there was an urgent need to assess the 

quality of the hospitality services (accommodation, 

subsistence) provided in a sample of homes for the elderly, 

especially assessing the performance of food and beverage 

service workers through : 

• Learn the opinions and points of view of the inmates 

of nursing homes on the level of quality of services 

provided within them. 

 

• Identifying strengths and weaknesses within homes for 

the elderly with the aim of enhancing strengths and 

remedying or avoiding weaknesses to improve the 

quality of service provided to inmates . 

• Developing a strategy to develop and improve the 

quality of services provided in light of the results 

reached                 

      The topic has received an evaluation 

 

  The performance of employees is of great importance 

within the framework of administrative effectiveness in 

general, which would create an atmosphere of management 

capable of following up activities and verifying the extent of 

employee commitment to fulfilling their responsibilities and 

duties. The importance of evaluating the performance of 

employees is evident. 

The general structure of the study 
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The study consists of four chapters divided as follows : 

Chapter One: Reference Studies 

This chapter is concerned with reviewing previous studies 

and research related to the subject of the study. A number of 

references have been reviewed that dealt with the basic 

dimensions of the study. This chapter is divided into three 

main parts . 

The first part includes an overview of performance appraisal, 

its definition, importance and methods. And the second part 

focused on food and beverages, their role in hotels, the 

organizational structure of their departments, the functions of 

food and beverages, and exposure to service assets, quality 

and concept. The third part reviews an overview of the 

elderly homes, their definition and the services provided in 

them . 

Chapter Two: Methodological framework for the 

study 

This chapter contains the study population, the sample 

size, the research methods, and the statistical methods used. 

The descriptive and analytical method, one of the scientific 

research approaches, focused on describing the phenomenon 

under study. This study was applied to ten homes for the 

elderly in Greater Cairo. In order to reach the objectives of 

the study, a survey form was designed and the study sample 

was determined from food and beverage workers, in addition 

to selecting a random number of inmates of those houses to 

ask them about the quality of food and beverage services in 

the houses in which they reside. The total of the forms was 
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(103) in order to identify the positives and work to strengthen 

them and identify the negatives that affect the quality of the 

service provided. The form included some questions to 

express their opinions and views on the services provided in 

terms of (evaluation of the quality of accommodation level - 

assessment of the quality of food served inside the house - 

assessment of the quality of food and beverage services - 

assessment of the level of workers in food and beverage 

services - services and entertainment facilities) as well as 

expressing their opinions about what They see it as 

observations and suggestions to improve the level of service 

quality in the role, where the five-point Likert scale (strongly 

agree - agree - neutral - disagree - strongly disagree) was 

used to answer the question paragraphs, and the form was 

removed with a question for guests to identify their 

suggestions to improve the level of service quality provided. 

It also contains an examination form from the researcher's 

point of view to assess the level of hospitality services 

provided in terms of (accommodation services - food and 

beverage services - recreational and health services) 

Chapter Three: Results and Discussion 

In this chapter, the results that were reached through the field 

study were reviewed and analyzed through the survey form 

distributed to clients inside the homes of the elderly, the 

study sample. 

Chapter Four: Summary and Recommendations 
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Based on the references that were reviewed and the results of 

the field research, a set of recommendations and suggestions 

were reached, as follows : 

 

  Summary : 

1- The human element is considered an important element in 

how to improve the general performance of the elderly 

role. 

2-  Enabling the elderly who do not have a breadwinner 

to live old age with dignity that guarantees them a 

safe level and a healthy lifestyle. 

3-  The presence of homes for the elderly has become 

necessary in our modern society 

4-  The satisfaction of the guests is directly affected by 

the quality of the services they receive, and that this 

quality should be higher or equal to what the guests 

expect. 

5-  Achieving inmate satisfaction is the key to the success 

of the role played by the elderly homes 

6-  Diversity of services provided to inmates, provided 

that homes for the elderly have a decent lifestyle, and 

appropriate health, psychological, cultural, social and 

promotional care programs are offered. 

7-  The hospitality industry is considered a major pillar of 

the national economy, as it is one of the sources of 

obtaining foreign currencies. 
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8-  Achieving inmate satisfaction is the key to the 

success, continuity and growth of homes for the 

elderly 

9-  Enhancing the capabilities and skills of the elderly. 

10-  Abolishing discrimination based on gender. 

11-  Providing a supportive environment for the necessary 

services for the elderly in rural and nomadic areas 

Through the field study, the researcher reached a 

number of results, the most important of which are 

the following : 

1- The study showed that 71% of the total beneficiaries 

praised the   paragraph of helping workers. 

2- The study showed that 71% of the total beneficiaries 

praised     

   the “welcome and reception” paragraph when 

requesting the   

   service. 

3- While the study showed that there was general agreement 

on   

   the lack of quality of furniture in the room, "it got 36% 

4-  The study showed that 46.7 percent of the total 

beneficiaries are those who agree on the quality of the 

appropriate taste 

5- The study showed that there was agreement on the  

  satisfaction of the guests regarding the temperature of 

the dish   

   by 60.8% of the total research sample 
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6-  While the study showed that there was general agreement 

on  

    the inmates’ dissatisfaction with the “suitable shape of 

the dish  

    it got 38.1%. 

7- Studies showed that 70.6% of the total beneficiaries 

praised  

      the level of cleanliness inside the restaurant 

8- The studies showed that 38% of the total beneficiaries 

were  

   those who praised the design and decoration of the 

dining hall. 

9-  Studies showed that 72.8 of the total beneficiaries praised  

     good appearance and cleanliness 

10- The studies showed that 60.9% of the total 

beneficiaries  

     praised the tact and good treatment  

The studies showed that the paragraph of following up 

the   inmates throughout their stay was supported by 

59.8% of the       total research sample 

Recommendations 

Based on the previous results, a number of the following 

recommendations can be reached: 

• The importance of training workers on communication 

skills and how to deal with the elderly 

• Working to diversify food menus and improve its 

quality . 

• Paying attention to cleanliness in general and 

providing specialized labor for that . 
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•  Make a periodic check on the workers to ensure that 

they are free of infectious diseases . 

• Conducting a capacity test for workers in all fields on 

a regular basis . 

• Conducting a monthly meeting for the employees to 

discuss and address any negatives they face during 

their dealings with each other or their dealings with 

guests . 

• Providing food and beverage services in a more 

sophisticated and sophisticated way, using modern 

technology. 

• Regular maintenance of places with food and beverage 

services, especially toilets, bedrooms and reception . 

• Work to improve and raise the efficiency of 

decorations and designs for restaurants. 

 


